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Abstract: The purpose of this study is to investigate the customer satisfaction on service 
quality of restaurant in UUM. It will determine whether the customer is very satisfied or not 
with the service quality in restaurants. A quantitative approach was employed to measure the 
relationships between the variable of study. A total of 100 respondents in Inasis TNB 
completed the questionnaire to measure the satisfaction level in the Inasis TNB Cafe. The 
research measured using SERVQUAL items. It measured reliability, responsiveness, 
assurance, empathy, and tangible of the Inasis TNB Café. In the future research, it is 
recommended that a research could focus on the factor of food quality in a restaurant. 
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    INTRODUCTION 
Customer satisfaction is important for the owner restaurant to get a loyal customer. Providing 
astounding service to customers is a standout amongst the most essential difficulties each 
restaurant faces. This has influenced the apparent item quality to end up a standout amongst 
the most imperative focused factors in the market. Service quality is generally distinct as the 
customer’s ruling of the overall excellence or superiority of the service (Zeithaml 1988). 
Service quality also can give a lot of impact, especially regarding their sales if the restaurant 
did not keep their reputation such as the food quality, service quality, and employee of the 
restaurant. Service quality in a restaurant is very important to us to know that all restaurants 
have their own quality in each restaurant. For example, Barber et al. (2011) investigated how 
was service quality influenced by tangible elements only, while Ha and Jang (2010) 
discovered how was service quality affected by few dimensions including assurance, 
reliability, and responsiveness. 
 
Service quality has been measured as a larger construct and the element factor for customer 
satisfaction (Gotlib 1994). According Ghobadian et al., (1994), service quality is very 
important than product quality. Service quality can be measured by SERVQUAL instrument 
that develop by Parasuraman et al. (1985, 1988) which includes five dimensions such as 
reliability, tangibles, responsiveness, assurance, and empathy. Bojanic and Rosen (1994) said 
SERVQUAL had been used to measure the factors impacting service quality for restaurant 
customers. According to Cronin & Tailor, (1992), define customer satisfaction is basically 
critical because it reflects subjective client assessments of the attribute execution related to the 
utilization encounter. In this research, researcher found that the price of foods is constantly 
changing and not fixed. The stalls in Inasis TNB Café are not open on time. 
 
The objectives are to study the level of customer satisfaction on service quality of restaurant 
in UUM of Inasis TNB. Next, to investigate the relationship between customer satisfactions 
on service quality of restaurant in UUM in Inasis TNB and to identify the impact of customer 
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satisfaction on service quality of restaurant in UUM in Inasis TNB. The objective has been 
addressed through questionnaires completed by 100 by students in Inasis TNB. 
 
    METHODOLOGY 
The questionnaire divided into three sections. Section A is the demographic profile of the 
respondent, such as gender, college, and race. Section B contains questions about service 
quality (i.e., SERVQUAL) and section C is open ended questions that prefer suggestion and 
recommendation. There are 100 total of respondent had been answering the questions. This 
research also had been used descriptive analysis, mean and correlative to get the main result. 
 






Gender Male 27 
Female 73 
College COB 69 
CAS 20 
COLGIS 11 










**Sig. (2-tailed) <0.05 
 
    CONCLUSION 
In conclusion, this study found a significant relationship between the customer satisfaction 
and service quality in restaurant of Inasis TNB. This study presumed that service quality have 
positively influenced on customer satisfaction in Inasis TNB Café. The results of this study 
suggest that service quality leads to customer satisfaction. It shows that Inasis TNB Café 
should do a changing in their café to fulfil the customer satisfaction. It also should do RnD on 
how to improve their service quality through tangible, reliability, assurance, empathy and 
responsiveness in Inasis TNB Café. For the future research, it should be the factor of food 
quality in Malaysia that should be followed to gain the best food quality in Malaysia. 
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